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2004).	 By	 tracking	 an	order	phase	by	phase,	 the	O2C	process	will	 reveal	what	 effect	



































































































































































































urements	 relate	 to	 the	 customer	 requirements	 and	 organizational	 goals,	 the	 targets	



















































Distribution	quality	indicators	 Provides	 information	 of	 wrong	 goods,	
wrong	 quantities,	 missed	 deliveries	 and	
damage.	



















































































model	 can	 be	 implemented	 to	 Deming’s	 original	 continuous	 improvement	 Plan,	 Do,	
Check	and	Act	model	(PDCA).	The	PDCA	model	presents	a	framework	for	improving	team	
members’	 actions	and	process	performance.	 The	PDCA	cycle	helps	 teams	 to	 test	 im-


































































To	enhance	process	 improvement	across	organization	and	 individuals,	 the	employees	
should	 have	 knowledge	 and	 access	 to	 improvement	 supporting	 lean	 tools	 and	 ap-
proaches	(Trent,	2008).	The	most	common	lean	tool	is	kaizen,	which	translates	to	con-




































ifying	 the	 key	 process	 actions	 and	measures	 that	 provide	 value	 for	 the	 stakeholders	
(Taghizadegan,	2013).		
	
In	addition	 to	VSM	and	process	mapping,	a	RACI	matrix	also	 reveals	 the	process	and	















































































































































































































































10. The	operation	 specialist	 creates	 instructions	 for	 loading	 related	activities.	 The	
harbor	operators’	and	the	vessel	operators’	are	informed	about	the	product	to	
be	delivered,	how	much,	where,	when	and	the	inspectors	actions.	These	instruc-


























Supply	chain planners and	shipping inform the
trader that a	certain product needs to	be sold
in	a	certain window





















































































Trader	 Receives	 information	 about	 product	 surplus	
and	 when	 it	 could	 be	 delivered.	 Cooperates	
with	 the	 supply	 chain	 planners	 and	 shipping	







Operations	specialist	 An	 operations	 specialist	 is	 a	 connection	 be-
tween	 the	external	and	 internal	 stakeholders	
and	 ensures	 that	 the	 sale	 is	 carried	 out	 as	





Pricing	team	 Enter	 the	 pricing	 data	 into	 SAP,	 monitor	 the	
prices	on	sales	and	make	sure	they	are	fulfilled.		
Logistics/Supply	Chain	Management	 Creates	 the	 nomination	 item	 into	 SAP	 and	
plans	the	cargo	movements.	
Harbor	 Takes	care	of	 the	practical	arrangements	and	
paperwork	 in	 the	 harbor.	 Daily	 planning	 and	
monitoring	 of	 the	 loadings.	 Creates	 a	 ticket	


































































































































































































































credit	 invoice	 (14	credit	 invoiced	cases).	This	data	also	shows	well	 the	timeframe	the	
operating	business	has	been	changed	by	the	introduction	of	a	new	sales	office	or	a	new	
product	category.	One	explanation	for	the	high	amount	of	credited	invoices	could	be	the	





































































































































































































































































































































































the	 process	 can	 be	 improved	 to	 provide	 more	 value	 to	 the	 stakeholders.		
The	current	process	revealed	that	the	main	challenges	arise	due	to	(a)	incorrect	and	in-
adequate	data,	 (b)	manual	work	and	(c)	 lack	of	communication	and	visibility	to	other	







It	 is	 time	and	resources	consuming	and	has	a	huge	negative	 impact	on	 the	customer	
experience	because	credited	invoices	create	work	also	for	the	customer	as	they	need	to	

















































































































































vard	 Business	 Review.	 https://hbr.org/2009/03/when-should-a-process-be-art-
not-science	
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Appendices	
Appendix	1.	The	interview	questions	
• What	are	the	challenges	(bottlenecks	and	defects)	of	the	current	process?	What	
causes	these?		
	
• How	are	the	defects	handled	and	resolved?		
	
• Are	there	any	extra	features	or	rework	that	increase	or	affect	your	workload?		
	
• Are	there	any	activities	in	your	job	that	require	guidance	/	information	/	permis-
sion	 from	a	colleague	before	you	can	get	started?	 If	yes,	who/whom	are	con-
tacted	for	further	information?	
	
• What	would	you	change/develop	in	the	current	process?	
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• Mitkä	ovat	nykyisen	prosessin	isoimmat	haasteet?	Mitkä	niitä	aiheuttavat?		
	
• Kuinka	haasteet	ratkaistaan?		
	
• Onko	työssäsi	ylimääräisiä	toimintoja,	jotka	aiheuttavat	sinulle	lisätyötä	tai	jou-
dut	tekemään	kokonaan	uudelleen?	Millaisia?		
		
• Onko	työssäsi	toimintoja,	jotka	edellyttävät	tietoa/lupaa/ohjeita	joltain	kollegalta	
ennen	kuin	voit	aloittaa	oman	osuutesi?	Ketä	tavoittelet,	jos	tarvitset	vahvistuk-
sen	tai	lisätietoja?	Kenellä	on	päätösvalta,	mikäli	ongelmia/haasteita	ilmenee?		
	
• Mitä	muuttaisit/kehittäisit	nykyprosessissa?	
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Appendix	2.	The	SIPOC	model		
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Appendix	3.	The	swimlane	diagram	
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Appendix	4.	The	VSM	matrix	
	
	
